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Source: Oliver Wyman 

Analysis

The changed customer 

behaviour…..

Business lines struggle to generate new 

growth as the marketplace change

Disruptive threats going unaddressed

(Oliver Wyman Analysis)
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80% of companies are seeing a change in how their 
customers want to access and pay for goods and 

services.

50% of these are changing their pricing models as a 
result 

– The Economist
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The changed customer behaviour
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Current Banking Operating Models
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Customer expectations
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…. and then ….. what about the banking operating model?

• Quality over quantity

• Products with life long guarantee

• Subscription

• It’s known as circular economy
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Innovation and partnering with Fintech

• Partnering to develop new digital solutions

• Partnering to meet customer expectations

• Data Analytics 

• New credit models

• New risk models

• New …. models
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Meeting new customer expectations

Fintech

Ecosystem



Confidential

Systems and People

• Changing systems to match future expectations

• New digital solutions based on customer data

• Organisational culture 

– The people side of new models

– New skills and competencies
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Thank you
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